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Millennium Bank’s Personal Finance Manager and how to build competitive advantage by 
”digitalizing” clients through an improvement of this product placed on the bank’s online 
platform. 
ABSTRACT 
This dissertation reviews and analyzes the best practices in the Online banking business, 
namely in those which concern the Personal Finance Manager (PFM) tools for clients. Poland 
is currently a European leading market in Online banking, ranking amongst the most 
technologically advanced platforms in the Continent and being considered very reliable when it 
comes to security of payments. Considering that the Polish banking sector reached saturation 
and further growth should not be expected
1
, industry-experts predict that profitability will be 
gained mostly through cost-savings deriving from less face-to-face contact in customer support 
which will gradually be replaced by online contact channels. This paper focuses on improving 
the Personal Finance Manager’s (PFM for short) functions of Millenium Bank’s online 
platform (which directly or indirectly correspond to money transactions) and aims at analyzing 
how to develop competitive advantage through a more feature-rich easy-to-use and intuitive 
online platform (hence the execution of a study on international best practices concerning 
PFM).  
A study on the top 5 Polish retail banks is conducted to understand how advanced 
Millennium’s PFM is in relation with competition (whose results are compared with the 
aforementioned analysis on the best practices applied by internationally leading PFMs). Next, 
and on the basis of both these elements, specific suggestions were reached to improve the 
                                            
1 Sawa, Lukasz. (2013). Online banking in Poland – European leader in technology and safety. Available: 
http://msp.gov.pl/en/polish-economy/economic-news/4439,Online-banking-in-Poland-European-leader-in-
technology-and-safety.print. Last accessed 27th March 2015. Quote: “Polish online banking services are amongst 
the most technologically advanced in Europe and rank very high in terms of security of payments. Although the 
wider banking sector reaches saturation, Polish e-banking still has a very rosy outlook for further growth as the 
younger generation will dominate the market in the future.” 
This position is corroborated by the rating agency FITCH, which in 2014 gave a stable outlook for the banking 
sector in 2015. Gombert, Andrew. (2014). DOCUMENTATION: Polish banks enjoy stable sector outlook for 
2015 - Fitch. Available: http://www.gpwinfostrefa.pl/GPWIS2/pl/index/news/info/656795,documentation:-polish-




actual PFM tool. All in all, the objective of the report is to condense all the gathered 
information into a set of recommendations for Millennium to use in the development of their 
new PFM platform. The task was of special importance for two reasons: it is estimated that 
banks’ profitability in the future will be mostly driven by the “digitalization of clients” 
(resulting in cost savings for the institutions) rather than by the acquisition of new ones (which 
means that online banking platforms ought to be appeasing for customers); Millennium’s 
homebanking platform is already very advanced for Polish and even European standards, thus 
being hard to improve, even marginally. 
The findings of this review are described in the Conclusions section of this Work Project. 
Keywords: Personal Finance Manager, Online-driven profitability, Online Banking 
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INTRODUCTION 
The Polish economy has been a case of success for many years after its accession to the 
European Union (E.U.), with an annual economic growth rate before the 2008 global crisis of 
6%
2
. In the peak of the crisis the Polish economy still sustained itself by growing 1,6% while 
the E.U. as an economic block dropped 4,5%. The aftermath of the crisis for Poland has been 
positive and now the economy is growing at an-above 3% rate. This growth has been displayed 
in the banking sector, which has been experiencing steady growth over the years and decades 
after the communist era (which ended in 1989). Indeed, during the 1990s, Poland was the 
subject of Foreign Direct Investment more than any other former socialist country in Europe, 
from an yearly amount of $89 Million in 1990 to $10,6 Billion in 2000.
3
 The main reasons for 
                                            
2 Polish economy is the strongest amongst Eastern European ones 
http://www.forbes.com/2007/09/24/poland-electrabel-vattenfall-markets-equity-
cx_vr_0924markets10.html 




this significant jump in FDI was the legal reforms introduced by the Government, privatization 
of banks and recapitalization of others which switched the economy to a more market-
orientated system. Also, the prospect of entering the European Union (which materialized in 
2004) drove the necessary reforms and a bigger tendency to trade with Western European 
countries. These led to a steady and healthy growth of the Polish economy, which reciprocated 
in the rise of people’s standard of living: since 2004, the GDP per capita (based on purchasing 




Indeed, as the economy’s growth anchors the rising Polish standard-of-living, more people will 
need to be banked, and more of these will search for sophisticated products.
5
 Homebanking and 
Mobile Banking represent the most sophisticated user interface in banking and go right along 
the necessities of Polish customers. The convenience of having a wide variety of operations 
(transactions, budgeting, etc.) available at any time through any digital platform with internet-
access by itself makes the service very appealing for the customer. For the actual bank the very 
same service is very appealing because of the cost-savings it produces: less people employed to 
service customers face-to-face, replaced by tech-fueled operations and processes.  
The fact that 77% of adult Poles have an account at a commercial or cooperative bank, whereas 
only 51% of these own an online-bank account and even less (45,99%) are active online 
banking users
6
 means there is still room for shifting traditional clients into digitalized ones.  
Therefore, and considering the constant-innovative nature of the domestic banking sector, 
Polish banks  should carry on investing on innovation in their online platforms to gain 
                                            
4 Data on GDP p/capita was gathered from the World Bank 
(http://www.tradingeconomics.com/poland/gdp-per-capita-ppp#). Growth rate of 47,55% computed 
as follows: 
                         
           
  
5 IMF. (2010). Banking on Poland. Available: www.ifre.com/banking-on-poland/605512.fullarticle. 
Last accessed 20th February 2015. 
6 The percentage data mentioned is taken from a Polish Ministry of the Treasury report entitled 
Online Banking in Poland – European leader in Technology and Safety. The value 45,99% 
(11,377,000/24,739,000) was gotten dividing the nr. of active users by the total people in working 
age (18-65 yr.). By active online banking users we assume those who access their homebanking or 
mobile banking platforms at least once a month.  
 
6 
competitive advantage and raise profits by driving customer-service costs down. Millennium 
Bank is no exception to this rule.  
Today, Millennium’s advanced online platform Millenet enables a wide roll of operations: 
personal budgeting (consult one’s account record of expenses, revenues and project these for 
the future); transaction-based functionalities (transfer to another account through whether 
inside or out of the country, easy-transfer through email or mobile, tax payments, etc.); plan 
savings according to one’s expected revenues and objectives; check and adhere to 
Millennium’s offer of financial products. Still, the layout and processes that these operations 
entail can always be improved and made more intuitive, and the range of operations one can do 
online can also be widened. Plus, the platforms in which the service is provided should broaden 
with the rise of the Wearables tech-business
7
. 
What will determine customer profitability in the short-term is how quickly will Millennium 
implement smart changes that will not just improve the customer experience and satisfaction 
but concentrate more customer-centric services in its online platform. A successful strategy on 
this front would bring more traditional clients to the online sphere - reducing cost of serving 
these in physical outlets or through the phone, naturally expensive channels of service when 
compared with online - while growing Customer Retention.   
This Work-project studies holistically the topic of PFM, concentrating its analysis in Millenet’s 
PFM, suggesting steps to improve it by proposing a new way of drawing it, thus turning such 
in a more useful appliance for digital customers. Eventually, the goal is provide profit-
enhancement suggestions driven by cost-savings. 
THEORETICAL FRAMEWORK 
Online Banking comprises all banking activities that a client can execute via Internet.
8
 This is a 
dominant trend in today’s banking industry due to the commodity it caters the client (who can 
                                            
7 Unknown author. (2014). Wearable Technology Report. Available: 
http://www.idtechex.com/research/reports/wearable-technology-2014-2024-technologies-markets-
forecasts-000379.asp. Last accessed 21st February 2015. 
8 Unknown author. (2011). Online Banking. Available: 
http://www.investopedia.com/terms/o/onlinebanking.asp. Last accessed 24th May 2015. 
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access an ever-growing paraphernalia of services from his various tech-devices) and the cost-
efficiency it brings the bank institution by reducing the costs of serving clients directly. 
Nowadays, an online-potential-conscious bank will provide the majority of services a client 
can enjoy in a branch. This would include opening a debit or credit card account, transfer 
money to another account, create a Savings Plan, consult an account’s history of transactions, 
invest the available money in Financial Products and so forth. 
Under this umbrella of various services, one can find the Personal Finance Manager. A 
Personal Finance Manager tool is a “software, website, widget or app used to help track 
financial activities across multiple financial institutions or multiple accounts in the same 
institution”.
9
 Its role is to rationally manage clients’ expenses and savings by providing 
detailed information on the client’s account and financial behavior and then budgeting on the 
basis of this information. In today’s day and age, a Personal Finance Manager tool can be 
presented in a website accessible by any browser, as a mobile smartphone application and as a 
smartwatch application
10
. A generally-accepted-as-complete PFM
11
 would, today, present the 
following characteristics: Current Balance, Spendings and Income categorization, Graphical 
ilustration of the account’s balance, Transaction history, Bill Split, Budget generation, Savings 
Plan generation, Calendarization of future transactions & cash availability, Organized graphical 
representation of incomes, spendings and direct comparison on a given time period. 
These are just the basics of a PFM, as more features are being implemented by banks
12
 (big, 
established ones and start-ups as well) on the vanguard of technology, which are quickly 
becoming vastly-adopted trends in the business: Safe-to-spend notion
13
 (=Available balance – 
Goals – Scheduled Activities in an upcoming time horizon), User ”Tagging” transactions, 
                                            
9 Unknown author. (2010). Personal Finance Access Mode. Available: 
http://helpcenter.capitalone360.com/Topic.aspx?category=FINANCE1. Last accessed 15th May 2015. 
10 The later option, as of nowadays, focuses on day-to-day budgeting advisory and is most developed 
for Android-powered smartwatches (given that the Apple Watch came out later in time). As app 
developers get to know the generally accepted as more-advanced Apple platform, it is expected that 
the PFM apps themselves will expand in scope of operations catered. 
11 Although the considerations for what is a decent PFM in today’s world certainly differ from user to 
user, these are the features most top retail banks provide and the ones I personally consider 
necessary for the service to be of real use to the customer. 
12 For detailed information, check slide 3 of Annex 6 of this essay 
13 The Safe-to-Spend notion was introduced by the platform Simple.com and is computed by the 
Available Balance minus the money needed for Saving Goals established minus Schedules payments or 
other expenditure activities for the next 30 days. 
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Create a Saving Goal and automatically put money aside each day to achieve it in the 
established time, Near-Field Communication (NFC) payments, Qualitative feedback on 
spending habits vs. Income (on real-time) and Computation of a monthly spending average to 
compare the current month’s spending with the average. 
METHODOLOGY 
This work project followed a research methodology heavily anchored on a benchmarking 
analysis, instrumental in identifying how Millennium stands in comparison with its domestic 
competition, namely the 5 biggest banks in Poland by asset-size (Millennium stands as the 6
th
 
biggest one). The benchmark focuses on bigger banks because these are considered to be, 
historically, the most successful in the market and Millennium wants to consolidate its position 
amongst that group. Also, Millennium displays a long-term vision of growing its share in the 
domestic market without the use of Mergers or Acquisitions
14
, which most likely requires a 
growth in the bank’s assets. But Millennium’s vision concerning the PFM goes beyond being 
the most technologically advanced homebanking platform in the domestic market; it aims at 
providing a world-class top-notch personal finance tool which provides customers in Poland 
the most updated trends in PFM. That is why the benchmarking  exercise was then followed by 
research on internationally-placed innovative banks (North-american start-ups, New Zealander 
banks, etc.). Indeed, for a successful completion of this study, there should not only be a notion 
about where Millennium stands today but also the specific direction of its PFM improvements, 
which can be in large scale inspired by what is happening at a worldwide level the sources of 
innovation in the worldwide PFM market. What is being done by the most advanced banks and 
other financial institutions is what will shape the (ever-evolving) trends for the future. 
Gathering knowledge on this front is what will sparkle ideas on how to improve the PFM 
according to what the customers around the globe are valuing. 
These suggestions were then studied from a financial standpoint, being the Return-on-
Investment the measure of choice to confirm the financial validity of the improvements. 
                                            
14 Nuno Carregueiro. (2015). Banco polaco do BCP prevê distribuir até 50% dos lucros aos 
accionistas. Available: 
http://www.jornaldenegocios.pt/empresas/detalhe/banco_polaco_do_bcp_preve_distribuir_ate_50_
dos_lucros_aos_accionistas.html. Last accessed 22nd February 2015. 
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Last but not least, a survey analysis was conducted for reasons of diligence.
15
 Indeed, because 
the service is ultimately destined for clients, it’s only right to have clients and potential clients 
surveyed on their online banking user experience and consider their opinion on what should be 
changed for the better in what regards the online bank’s role in management of personal 
finance. After this exercise, the ideas aforementioned should be compared with the surveyed 
customer preferences to assess if there is an alignment between the two. The stronger and 
wider the alignment, the better chance those ideas will turn into successful suggestions of ways 
to improve the PFM tool. 
 THE COMPANY MILLENNIUM BANK 
Millennium Bank S.A. is a Polish commercial bank with its registered headquarters in the 
country’s capital city, Warsaw. It currently is the country’s sixth largest bank in terms of asset 
volume and is expected that it will continue to be so in the next couple of years (see table 1 and 
table 2 in Annex -1 for detailed information on the Polish’s 6 biggest banks’ assets). 
Millennium was originally called Bank Inicjatyw Gospodarczych BIG SA, and emerged in 
1989 ( just as the Polish economy was transitioning from a Government-controlled economy to 
a market economy) as a bank for corporate clients. As the years went by, Millennium widened 
the focus of its activities to accommodate private customers’ needs. Today, it works with 1,3 
Million active private customers and 13 Thousand corporate clients who use the nationwide 
network of 423 branches as well as online, phone and mobile banking.
16
  




Millennium’s major shareholder (with 50,1% of the bank’s equity
18
) is the Portuguese 
commercial bank Banco Comercial Portugues (BCP). Until very recently, the latter bank 
                                            
15 The results of this survey analysis, which is available in Annex 8 are favorable to the PFM-
improvement suggestions here-presented. Because the sample is fairly small (36 answers gotten), this 
thesis’ author suggests the sample is widened in the future, to achieve more statistically-relevant 
results. 
16 Information concerning history of the bank and current number of clients and branches were taken 
from Millennium’s Management Board Report of 31 December 2014, assessable here: 
http://www.bankmillennium.pl/en/about-the-bank/investor-relations/financial-reports/annual-
reports 
17 These numbers are according to Millennium Bank´s Management Board Report, dated 31st 
December 2014, last consulted by this thesis’ author in 22 May 2015. 
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retained a share of 65,5% on the Polish subsidiary, part of which was sold to “boost BCP’s 
capital”, after failing Europe-wide health checks. Despite the selling of this significant stake of 
capital the strategic interest in Bank Millennium wasn’t jeopardized and the majority control of 
equity was indeed kept.  
In what concerns Market Capitalization, the total value of shares outstanding to 8,61 Billion 
PLN in 23 of February of 2015.
19
  
Millennium’s product and service line includes “personal accounts, debit and credit cards, 
overdraft limits, cash and mortgage loans, saving accounts, term deposits, investment funds, 
brokerage services, structured products and insurance products”
20
. Its areas of business are: 
Retail Banking – destined for individual consumers and small firms; Corporate Banking – 
destined to corporate customers; and Treasury and Investment operations, which cater financial 
instruments to any type of customer. 
The bank’s brand relies on the traditionally conservative Polish banking values (mostly to 
ensure trust, the most pivotal value on which every successful bank bases itself on). But as 
much as Millennium wants to stay true to those values, it also wants to showcase an image of 
modernity and of being a customer-centric organization.  





Millennium’s PFM is a behavioral data-anchored platform which ensures a detailed view of 
one’s financial operations and how to better allocate money in order to accomplish the user’s 
stated objectives. The tool is built-in Millenet (the Marketing name of the bank’s online 
platform), an internet platform destined for every individual client or corporation that has an 
                                                                                                                                        
18 Barroso, Rui. (March 2015). BCP vende mais de 15% do polaco Bank Millennium. Available: 
http://economico.sapo.pt/noticias/bcp-vende-mais-de-15-do-polaco-bank-millennium_214812.html. 
Last accessed 27th March 2015. 
19 https://www.google.com/finance?cid=1018913809645007 (last accessed on28th March 2015) 
20 Description by Thomson Reuters: https://www.google.com/finance?cid=1018913809645007 
21 These numbers are according to Millennium Bank´s Management Board Report, dated 31st 
December 2014, last consulted by this thesis’ author in 22 May 2015. 
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account at the Millennium Bank. One can access the PFM by clicking on the My Finances tab 
right next to the Home Page tab (My Finances > Finance Manager).
22
 
The service aims at catering the user a seamless and intuitive way of consulting his/her 
Millennium’s bank accounts, managing his money (through the Personal Finance Manager 
tool) carrying out money transfers, open a new account, ask for a loan, invest in funds and pay 
bills. The service is considered one of the most advanced (if not the most advanced) 
homebanking systems in Poland, having been awarded the 1
st
 place in the 2013 annual 
Newsweek magazine ranking of most customer-friendly banks in Poland.  
Millenet’s PFM is divided in 4 sections: 




1. The Main Dashboard displays a series of options: a balance of the total income and 
spendings in a given time period defined by the client, a pie chart of automatically categorized 
spending, a calendarization of transactions (with the possibility of adding notes to these) and, if 
savings plans or budgets were created, details about these. On the top of all this, on the page, 
there is a calendar wherein the user can change the time period for which the just-described 
information that follows is refered. (see Annex 1 for screenshots) 
2. The Transactions tab lists every expense and income in the accounts associated with the 
user, dated and categorized, up to 12 months back in time. Although the system automatically 
categorizes the expenses, the user can re-arrange these categories as he pleases in the Settings 
tab (changing categories of one transactions or adding new sub-categories). (see Annex 2 for 
screenshots) 
3. The Budget tab allows the user to define his expenses and define the amount of money he 
wants to allocate to each category of expenses. The platform includes a graphical 
                                            
22 Available screenshot in Annex 2 
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representation of the money spent and the percentage of the limit defined that was already 
spent. This graphic is available at the Your Budget sub-tab. The other sub-tabs are the Savings 
Plan and Planner, an interactive calendar to consult upcoming scheduled transactions. (see 
Annex 3 for screenshots) 
4. The Reports tab is divided into 3 tabs: Spendings, Income and Cash-Flow. Spendings either 
shows a pie chart of categorized expenses or a bar chart to see expenses overtime. Income 
displays the same graphics, this time precisely for income. The Cash-Flow tab shows every 
cash-flow in a given time period in bars. (see Annex 4 for screenshots) 
As it was described previously, the Personal Finance Manager is a software aiming at helping 
users manage their money in a rational way. However, the specifics of each bank’s PFM may 
differ greatly, as some are more technologically-oriented than others. Millennium Bank places 
amongst the European leading PFM providers, thus its Value Proposition is quite ambitious: to 
cater a service that makes the user aware of money spent, money available and how to allocate 
it in the best way possible to fulfill his/her needs with an accuracy and intuitiveness of use no 
competitor can match. Driven by this desideratum, Millenet’s PFM, as the upcoming 
Benchmarking analysis will show, is the best tool available in Poland to consult one’s financial 
record on real-time and the best tool for personal budgeting and saving plans. The service 
formulates these plans by processing information on expenses and savings of the user and 
using this data to forecast future behavior. It targets every person or corporation with a bank 
account. By providing such a service to the customer, Millenet aims at providing not only a 
detailed overview of the account’s balance and previous outgoing and ingoing money-flows in 
an organized way; it also informs the client about what money should he spend at which times 
according to his budgeting and savings’ objectives. Overall, Millennium’s PFM helps users 
make more economically rational decisions when buying and saving. 
INTERNAL ANALYSIS 
Resources and Capabilities: Millennium Bank has a department of Electronic Banking 
headed by Mr. Ricardo Campos which has over 70 people. The department is concentrated on 
 
13 
Millennium’s headquarters in Warsaw. This team is entirely responsible for the development of 
features for Millennium’s homebanking and mobile-banking platforms. 
EXTERNAL ANALYSIS 
Market competitiveness 
To study the market competitiveness in what regards the Personal Finance Manager it is 
paramount that we compare the features of each and every domestic competitor of Millennium 
Bank to Millenet’s PFM. This way, one can draw conclusions on the positioning of each bank 
in what comes to their online platforms and how well prepared are these banks for the 
upcoming inflow of “digital clients”. The analysis will be done considering the 5 biggest banks 
in Poland in terms of asset volume (see Annex 1). 
The most widely accepted framework to carry out a company’s Internal and External Analysis 
is SWOT, precisely the one presented below: 
 
BENCHMARKING 
The Benchmarking analysis concerning the features of PFM was done against the 5 biggest 
banks in Poland asset-volume-wise: PKO, PEKAO, BZ WBK, mBank and ING. The purpose 
of this exercise of comparison was to understand how Millennium positions itself in the 
 
14 
competitive landscape and most importantly identify what are the processes that can and 
should be improved to match the highest-performing banking institutions in PFM. The results 
are presented in the table below: 
 
Domestic Competition 
Indeed, the table above displays how Millennium’s PFM performs in relation with the 
aforementioned 5 biggest banks in Poland. At first sight, we can immediately see that 
Millennium is the only bank in this study which enables all features considered. ING stands as 
the closest competitor of this bunch by offering 10 out of the 11 features chosen to study about. 
In 3
rd
 place comes mBank, which has all features but three
23
 these few couldn’t be found to be 
determinately correct. Thus, for study purposes, it’s assumed the bank doesn’t have them 
available). The other 3 are then fairly at the same level in terms of offer.  
This simple comparison mirrors Millennium’s positioning in the Polish banking market: a 
standout in terms of technological services. One can fondly wonder why such an innovative 
service represents only the 6
th
 biggest bank in Poland, and the fact of the matter is that what 
attract new customers, in the words of Ms. Halina Karpinska, is much more the attractiveness 
and quality of the actual banking products than the usability and diversity of the Online 
                                            
23 The features couldn’t be found after a careful analysis of mBank’s platform (based in a previous 
study carried out by Millennium Bank’s Department of Electronic Banking in September 2014). 
Therefore, it is assumed that these the bank doesn’t have these features available. 
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platform, much less the Personal Finance Manager itself. Instead, an advanced PFM plays a 
much more significant role in retaining customers, familiarized as they are with Millenet and 
its superior features. 
STRATEGIC INTENT BASED PLANNING 
Environmental Analysis 
The environmental analysis identifies the external forces and contingencies which can 
influence a firm’s performance in the future and studies their effects on this actual firm. The 
objective of this investigation is to build a strategy to mitigate those impacts when they’re 
negative and take advantage of them if they’re positive.
24
 This analysis, if well applied, is a 
pivotal source of competitive advantage in the sense that, generally speaking, only a few 
companies have the ability to adjust to the drivers of change, and those will be the ones most 
likely to succeed in the market. This is especially true in services inserted in the “Internet 
economy”, where the status quo is constantly being defied by constant change and, often times, 
turmoil. Indeed, competition in the market the Millenet service competes is close to the 
Schumpeterian notion of competition, defined by a “perennial gale of creative destruction”, 
where market-leaders are often overthrown by innovation from more agile and smaller 
companies. 
This uncertainty means firms should develop plausible future scenarios considering the key 
variables of change in order to better cope with upcoming adversities. The bigger the scope of 
scenarios the analysis comprehends, the better chance the company has of being prepared for 
the future. The scenario-creation approach is the one chosen to project the future for the reason 
that it is not an exact forecast (which is usually wrong precisely due to the narrow scope of its 
prediction), it rather is a list of possibilities, all of which the firm has to be prepared for to face 
the future. On the other hand, the analysis’ scope shouldn’t be too broad that it includes 
extremely unlikely situations. In fact, the goal here is to prepare the company to uncertain but 
still plausible future contingencies 
                                            
24 Renee O'Farrell. (Unknown year of publication). Environmental Business Analysis. Available: 




Since this thesis focuses on an internet service - inhered in an ever-changing and unpredictable 
sector - this analysis has extra-importance to develop the strategy of Millennium concerning 
the Personal Finance Manager tool.  
Focal Question 
This type of analysis typically starts with identifying a Focal Question, a precise question but 
also one with a wide scope, which is answered by the strategy itself. Since this thesis looks to 
develop a Personal Finance Manager that is not only up-to-date but is on the forefront of 
innovation and usability, the question is: “Which trends of innovation should the electronic 
banking industry focus in the next 5 years?” The answer to this question will direct the 
operations of Millennium concerning the improvement of its PFM for the time-frame 
considered.  
MacroTrends Identification  
Given that we have the Focal Question, we should now proceed to identify which Macro-
Trends are relevant to the matter at hands.  
Economical Macro-Trends  
o Size of the Polish GDP and GDP/capita will grow significantly25 
o EU funding dropping after 2020 while FDI already dropping26  
Demographical Macro-Trends 
o Labor supply will soon be shrinking instead of expanding27 
o The birthrate will drop and life expectancy will increase 
                                            
25 Poland 2025: Europe’s new growth engine (McKinsey Report from January 2015). This report 
predicts that the Polish GDP will grow from 517 Billion USD to 700 Billion USD (business-as-usual 
scenario, growth of 35,4%) or 850 Billion USD (aspirational scenario, growth of 64,6%). As for the 
GDP/capita, today it is at 23,000 USD and it will grow to either 32,000 USD (business-as-usual 
scenario, growth of 39,1%, reaching the levels of Cyprus or Portugal) or 40,000 USD (aspirational 
scenario, growth of 73,9%, reaching the levels of Spain or Italy).  
26 This data has great importance, since 20% of all investment in Poland in the last decade came from 
these two sources combined. The drop in FDI occurred in the aftermath of the 2008 subprime crisis. 
27 Especially important since demographic expansion (including the 1980s baby boom) was a big 
contributor for the growth of Polish economy over the last 25 years. 
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o Prime working-age population (from 15 y.o. to 59 y.o.) will dwindle by 2,7 Million by 
2025 
o Old-age dependency ratio (Population over 59 y.o. / Working-age population) 
Industry Macro-Trends 
o The services industry (including not only banking but other business services like 
outsourcing, offshoring, law and business consultancy) is growing at a fast pace (6%  
compound annual average growth).
28
 
o Core revenues shrinking. Many financial institutions (namely banks) around the 
world have seen their revenues shrink in the last few years due to falling interest 
rates which motivates cost reduction to help keep profits at least stable. One 
should note that, with failing interest rates, the pressure on revenues will make the 
affected banks increase the volume of products they sell (loans conceded) and/or 
urge those to cut on core expenses. 
Companies Macro-Trends 
o An increasing number of banks will make mobile payments available  
o Enhancement of the Customer experience in dealing with the online banking platforms; 
this means more intuitive menus and options of actions and also a bigger commitment 
to visuals (as Simple.com and Moven do) 
o Expand the online homebanking business to the newly-commercialized/upcoming 
Wearable devices (e.g.: smartwatches, Google Glass). 
o Shift the current paradigm of “self-service” (having the customers doing the hated tasks 





                                            
28 This reported growth is strongly anchored by the rise of the outsourcing/offshoring sector in 
Poland, growing at a rate 3 times as big as in India. 
29 Derived from a blog post excerpt of Michael Nuciforo, a former Head of Mobile Banking of the Royal 
Bank of Scotland. 
 
18 
The scenarios are created under the blueprint of 2 chosen Macro-Trends. These 2 will be the 
ones which not only display maximum impact in the firm but also are quite uncertain in 
direction and speed of evolution. Needless to say, the chosen uncertainties should be 
independent from each other, so that the scenarios created have a scope as wide as possible. 
These will be the critical uncertainties the firm has to tackle with the most caution. The chosen 
ones are afore-highlighted: the significant rise in the GDP and GDP/capita in Poland in the 
next few years and the shrinking of Revenues derived from falling interest rates. 
 
All scenarios point in the direction of Millennium pursuing the development of their Online 
Platform (Millenet), either to achieve cost-savings at a time when Revenues are shrinking or to 
differentiate from competitors much-dependant on the traditional channels of customer-service 
or just for the reason of retention of customers through an improved customer-service. Thus, 
the positioning of Millennium to handle future contingencies should always have has a central 
matrix the improvement of the Personal Finance Manager tool. After reaching this conclusion 





, this thesis’ author was advised to look into other banks known for their 
innovative approach to online banking, namely the biggest Turkish banks (like GARANTI 
BANK), the Neo Zealander banks KIWIBANK and WESTPAC NZ BANK, the Australian 
Commonwealth Bank, the North-American startups Simple.com and Moven and also the 
Polish bank Meritum Bank. This benchmark covers both the laptop versions of the services 
(through an internet browser) and the mobile versions of the same (through an app).  
CONCLUSIONS OF THE RESEARCH PERFORMED
31
 
Considering the benchmarking analysis done and the best practices searched for, some 
conclusions were reached. These conclusions took 2 ways: which direction of improvement the 
Personal Finance Manager should prosecute and which steps should Millennium’s team take to 
implement the PFM in accordance with its objectives. 
 The summary of those conclusions is as follows: 
Qualitative Review: All in all, it’s easy to note that Millenet stands out in the Polish domestic 
market as the best online platform in the market, outweighing the big 5’s in quality. Millenet is 
also well positioned in comparison with other foreign PFM providers but lacks a few features 
that will prepare the platform to be amongst the best in the near future.  
These are: 
 1. Adapt Simple’s Safe-to-Spend notion to Millenet, with a new table in the PFM’s 
Main Dashboard displaying this different kind of balance. The feature shouldn’t be 
exactly like Simple’s (because of the problem explained on slide 21) but rather a ”What 
can I spend today?” tool. 
EXAMPLE: A client has 10 000 PLN in his account, a saving goal worth 300 PLN in 30 days 
and an upcoming expense worth 500 PLN in 10 days. What would be the ”What can I spend 
today?” value? 
SOLUTION: 
                 
      
              
                                            
30 Loose translation of the following Polish title of the position: Kierownik Zespołu Zarządzania Stroną 
Internetową Banku 
31 These are the conclusions of a research detailed in Annex 7 
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The trick here is to pick wisely the time frame for the calculation. One should go for the 
number of days until the last expense/saving goal is payed/accomplished. Here, is 30. Then, we 
take the Current Balance and subtract all the expenses the time frame encompasses. Finally, we 
divide the aforecited subtraction for the number of days and get the Average amount of 
expenditure p/ day so that the upcoming spendings/goals aren’t jeopardized. 
 In alternative to this, there could be a Money Vault like GoBank has, wherein the user 
can storage his money at any given time. 
 2. Provide alerts for Spendings, Balance (in real-time), if a Bill Payment is due and if a 
certain category of expenditure in the current month exceeds the average monthly 
amount spent on  that same category (this last feature is notably used by Moven and 
Mint.com). While the first 3 suggested alerts are rather simple, the last one implies 
some qualitative feedback (e.g.: the alert sentence describes how much higher the 
current expenditures are in relation with the typical, per month, using the words HIGH 
or VERY HIGH to label those actual spendings). The aforementioned cases would be 
the default cases for the occurrence of alerts. In addition to this, In addition, the PFM 
must let the user edit which movements he wants to be notified of, according to his 
personal preference and the bank’s criteria, much like KiwiBank does.  
 3. Timeline representation of what Saving Goals are left to achieve and display of 
those which were achieved already (as SIMPLE.com)  
 4. Adapt iGaranti’s iWallet solution for online payments and those in physical stores 
(using the QR codes). 
 5. Adapt iGaranti’s SmartShopping solution also in conjunction with the social 
network FourSquare.   
 6. Have less categories for expenses  SIMPLE.com has just 9, whilst Millenet has 
16, which then are sub-categorized into 96 (!) 
 7. Base the SmartWatch approach on Instant feedback on Income & Expenses and 




 8. Have a Sweep feature (based on Kiwibank’s) to swap money from one account to 
another (of the same user) in case the limits (of minimum and maximum money to 
have in each account) are crossed. 
 9. Adapt ING’s Smart Saver to Millenet: have a tab which enables the user to allocate 
a certain selected percentage of a transfer to a savings account.  
 10. There could be a bar comparing Income and Expenses in percentage, like 
PocketSmith has. This way, the user would have a clearer vision of how bigger one 
category is in comparison with the other. 
 11. Have a feature like Kiwibank’s PayStream, which takes some part of the user’s 
income automatically to a Saving spot before he even sees it. The user, with this 
feature, could determine which percentage or amount of income would be destined to 
this Savings spot. 
 12. Have a bill-payment feature which lists upcoming bill payments according to how 
soon they are due. The feature would illustrate the bills as red, yellow or green weather 
they are, respectively, due in 7 days, 2 weeks or more than 2 weeks. The bills would be 
represented in a circular colored bar as displayed in ANNEX X+4. This idea is inspired 
in the already-available feature provided by the app Mint Bills.  
 13. Expand the scope and detail of reports the PFM offers the user. Currently, 
Millennium caters graphical Reports on Spendings, Income and Cash-Flows (direct 
visual comparison between inflows and outflows) displayed either by category or 
period (see Annex X+5 for screenshots). On the Cash-Flows tab, there could be added a 
line of text mentioning the difference in Net Worth from one year (or a month or a 
week) ago until the current time.
32
 Another addition could be a report only concerning 
Investments made by the user through his Millennium accounts. 
FINANCIAL ANALYSIS OF THE SUGGESTIONS PRESENTED 
For the suggestions here-presented to be worth the Investment, they have to deliver results 
which justify it. In fact, the benefits attained from it have to outweigh the costs of improving 
                                            
32 An example of a suitable sentence would have been: Your net worth has decreased from 94,746.24 
PLN (on Jan 1, 2014)  to - 51,447.28 PLN over 12 months (decrease of 154,3%).This example is 
inspired in iBank 5’s Net Worth report. 
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the PFM tool. This section of this Work Project explains the steps taken to reach Return on 
Investment (ROI) of this thesis’ conclusions.  
Traditionally, companies’ IT departments constitute Cost Centers, rather than Profit Centers
33
, 
meaning improvement on operations from these divisions may generate Cost Savings plus 
increased Productivity, but not likely will result in Revenue generation. Since it is believed that 
banks’ profits will be mostly driven by Cost-Savings (as low interest rates shrink revenues), IT 
is gaining more preeminence in the core business of banking. To financially translate the 
impact of the IT-based solutions here-presented, the ROI was chosen as the appropriate 
measure.  
ROI is a measure which combines the former two benefits and appropriately translates the 
financial reasoning behind the decision of going forward with the improvement on 
Millennium’s Personal Finance Manager tool. 
Before addressing the Millennium’s PFM issue specifically, one should clarify the concepts of 
Cost Savings and Increased Productivity in the context of software advancement
34
. The latter 
occurs when the amount of time taken to carry out an activity is reduced. The paramount driver 
of this uplift is applying best practices to a Process or Processes so that the staff member in 
charge of these takes, indeed, less time completing the tasks to him assigned. This will free 
time for the employee to do additional work, which by itself will keep the company from 
contracting another person to perform this additional task. This chain of events will save 
money for the company in paid wages.  
Narrowing the ambit of this analysis to the final suggestions concerning PFM, the 
improvement of this service delivery to end-users will have direct impact, according to the 
outline mentioned on the previous paragraph, on the following: 
                                            
33 Colin O'Neill. (2009). Calculating ROI for Process Improvement. Available: 
http://www.ibm.com/developerworks/rational/library/edge/09/mar09/oneill/. Last accessed 8th 
May 2015. 
34 The suggested improvements in the Personal Finance Manager tool are a type of software 
advancement, thus the financial benefits of the latter can be theoretically applied to the former.  
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 Less number of complaints received by phone call, email or on-the-branch. This means 
less employees will be needed in each and every one of these client-corporation 
communication channels. 
 Less people accessing the afore-cited channels of communication (namely the branch) 
to ask for advice from a consultant on how to save money better.
35
 
In order to actually compute the value of cost savings produced by the introduction of the 
suggestions here-presented, one has to make assumptions concerning the number of 
Millennium employees dealing with customers’ complaints and the employees on branches 




Moving to the assumptions, Bank Millennium S.A. employs 5,770 people
37
 who cost the bank 
547 Million PLN. Out of these, 3,909 people work in the branches or in direct sales. For the 
purposes of this thesis, one assumes all these attend end-customer services. Now having the 
exact number of employees in charge of providing clients with support, we should estimate the 
time those spend dealing with complaints and clients asking for advice on branch or by phone 
on what to do to save better and/or spend more rationally. This thesis’ author assumes that, on 
average, all in-branch and direct sales employees spend 10% of their time dealing with both 
activities describes just-above.  
After successfully implementing the 13 suggested incremental solutions to improve the bank’s 
PFM platform, the change in this actual tool could be considered radical in comparison with its 
state today. Regarding this factor, the assumption is that the afore-cited employees will instead 
spend 8% of their time attending complaints and advising on Savings solutions (instead of 
10%). 
                                            
35 With the new PFM saving features, less customers would go to the branches asking for solutions to 
save their money better because they’d have online-based smart solutions on how to optimize their 
money allocation considering their Saving Goals, introduced in the system.  
36 The author of this thesis considers opening a new Savings account as a direct substitute of having a 
more intuitive PFM which enables the user to more efficiently fulfill his Saving goals. This way, if in 
fact the latter hypothesis materializes, the former will be less necessary, leaving employees with less 
work in the dominium of opening new bank accounts. 





As already suggested, the benefits from the PFM improvement will result in cost savings. As 
employees will spend less time in some customer service activities, less staff people will be 




To formulate these cost savings one can start by calculating how much Millennium spends 
today in wages for those 3,909 employees allocated to “branches or direct sales”. This fraction 
of workers represent approximately 67,7% of the total work-force supported by Millennium, 
meaning only 32,35% work in the head offices.
39
 Assuming that, on average, a “branch or 
direct sales” employee whose function is customer service earns 4,000PLN
40
 the total annual 
cost of Wages for Millennium with such employees will be: 
                                                41 
We add this new information to the already-stated assumption of, if the PFM solutions are 
implemented, each employee will spend less 2% attending complaints and advising on Savings 
solutions. This implies Millennium will achieve the same level of customer support with 2% 
less employees, which means that layoffs in such proportion should be prosecuted. In 
numerical terms, 2% of 3,909 employees is precisely 78,18
42
. At this stage, the number of 
layoffs has been identified. The cost savings achieved by this operation per se are the 
following: 
                                             
Recalling that the goal of this reasoning is figuring the total cost-savings from this operation, 
for this to be achieved, one has to still discover 2 pieces of information: the cost of layoff 
                                            
38 Layoff means suspension or termination of an employee’s or employees’ job contract for business-
related reasons.   
39 The 2014 Consolidated Annual Report of Millennium Bank identifies these two categories of 
employees. 
40 This value is within the range of salaries available on Glassdoor.com for Customer Service in a 
variety of companies operating in Poland. The search includes all cities in Poland, as Millennium’s 
423 outlets are well-spread throughout the country (e.g.: Customer Specialist in Bank Pekao earns 
3,987PLN/month, a Customer Service specialist in HCL Technologies earns 4,000PLN/month, a 
Customer Service agent at Xerox earns 4500 PLN/month and a Corporate Customer Service specialist 
in BZ WBK earns 3,000PLN/month).  
41 This value represents 34,302% of the total personnel costs incurred by Bank Millennium Group 
(including Bank Millennium S.A. and subsidiaries). Computation: 187,623,000/547,000,000=34,302%  
42                  We assume this value would be translated in the layoff of 78 employees.  
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(compensations are typical in these cases) and the cost of the actual implementation of the 
improvements.  
Concerning the cost of firing employees, the author of this thesis will assume the average cost 
of layoff in Poland as studied by the World Bank in Jan 2009
43
. According to this source, the 
firing cost per person is equivalent to 13 weeks of the person’s wage. Since it was assumed the 
monthly wage for the specific type of employee in question is 4,000 PLN and one month 
corresponds to 4,3(3) weeks (13/3), the cost of layoff per employee will be:  
 
To achieve the total cost of layoff, one has to multiply this last-achieved value by the actual 
number of employees dismissed. That being, the entirety of the layoff will cost Millennium: 
                          
The other issue still missing to complete the reasoning is the cost of implementing these 
solutions. From this thesis’ author’s experience as Intern in Millennium Bank, the team to 
carry out these changes would be constituted by: 
 The actual intern who carried out the market research44, with a monthly salary of 1000 
PLN. The research lasted 3 months. Thus, the total cost of the research for the 
improvement is 3000 PLN. 
 The team of webpage designers, which are assumed to spend 6 months45 on the 
development of the new features and their implementation on the current layout of the 
                                            
43 Unknown author. (2009). Firing cost (weeks of wages) in Poland.Available: 
http://www.tradingeconomics.com/poland/firing-cost-weeks-of-wages-wb-data.html. Last accessed 
22nd April 2015. 
44 Referent to the actual author of this thesis 
45 This thesis’ author believe the time for this team to carry out their activities will be 6 months (a 
fairly short period of time) because of the fast-pace work in the department and the direct words of 




webpage. This team is composed by 20 members, each assumed to earn 6000 
PLN/month
46
. This will mean the total cost of developing and implementing the 
changes proposed is: 
                                       
 The team which handles the Control of the features developed. This team will test the 
actual developments from a user perspective and give notice of possible bugs or 
inconsistencies to the development team. This process can take up to 1 month, if there 
are no inconsistencies of major significance. Assuming a team of 5 people who earn 
5000 PLN/month
47
 would be necessary to complete this task, the overall cost of this 
operation would be: 
                              
All in all, the cost of these solutions will be the sum of the layoff costs with the 
research/development/implementation/testing costs. Thus, they are: 
                                           
Assuming the benefits of the PFM improvements will stand for 2 years
48
 the Return on 
Investment of the project will be: 
    
                                  
               
 
                             
             
        
The value achieved means that the profit the investment brings Millennium more than triples 
the capital invested, which corroborates the validity and worth of the project. 
                                            
46 The average web designer salary in Poland is 4 333 PLN according to the website 
Salaryexplorer.com (consulted on May 20th 2015). Being that Millennium is a large corporation (and it 
is proven that big companies pay more than rather small/medium ones) the author rounded  the 
salary assumption to 6 000 PLN. 
47 I assumed a controller at Millennium would earn 5 000 PLN by deducting 1000 PLN to the Web 
designer’s salary. Although the webpage controller has a paramount role in making sure the features 
are well implemented, he’s not the core specialist in the process. This is why it is assumed he has a 
smaller salary than the actual developer. 
48 Benefits of 2 years meaning the diminished number of hours employees will spend dealing with 
complaints and advisory on how to save money better, during two years from the date of the PFM 
improvement project completion. This can be measured through the formula 3 744 000 × 2 = 




This very essay concludes, from both theoretical and financial standpoints, that Millennium 
can adopt brand-new ideas on the forefront of PFM innovation to enhance its digital platform 
and obtain financial benefits out of it. If well-implemented, the suggestions here-presented can 
serve as example for other banks on how to achieve not only an improved level of customer 
satisfaction with the propitiated online services, but also a tangible benefit due to a better cost 
efficiency in dealing with clients. At a time when banks’ revenues worldwide are being 
pressured by falling Net Interest Incomes
49
, it is clear that the fundamental driver of larger 
Profits in the future will foremost be cost-savings. Such can be achieved through evermore 
concentrating client services in online-based platforms, reducing banks’ dependency on 
physical outlets and/or personal customer contact. This very paper demonstrated a step-by-step 














                                            
49 The Net Interest Income is the core revenue driver of most banks and is constituted by the the 
difference between Interest Received in banks’ loans conceded and Interest Paid in the loans the 
banks incur in. This value (hence, bank’s revenues) can increase either by the volume of loans or 
more favorable interest rates. Since today’s interest rates, generally, are at (or close to) historical 




ANNEX 1: TOTAL ASSET VALUE (and ASSET GROWTH) OF POLAND’S BIGGEST 
BANKS 
  
      
        
        
        
        
        
        
ANNEX 2: HOME PAGE TAB OF MILLENET
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ANNEX 3: MAIN DASHBOARD SCREENSHOTS        



























































ANNEX 7: POWERPOINT PRESENTATION “REBUILDING THE PERSONAL 
























































































































































Answers to the Questions: 
1. 
 
2. 
 
 
 
 
 
 
 
103 
3. 
 
4. 
 
5. 
 
7. 
 
 
 
 
 
104 
9.  
 
10. 
 
11. 
 
12. 
 
